Public e-service framework towards sustainable service delivery by Sutan Ahmad Nawi, Haslinda
  
i 
 
 
PUBLIC E-SERVICE FRAMEWORK TOWARDS SUSTAINABLE SERVICE 
DELIVERY 
 
 
 
 
 
 
 
HASLINDA SUTAN AHMAD NAWI 
 
 
 
 
 
 
 
A thesis submitted in fulfilment of the 
requirements for the award of the degree of 
Doctor of Philosophy (Information Systems) 
 
 
 
 
 
 
 
Faculty of Computing 
Universiti Teknologi Malaysia 
 
 
 
 
 
 
 
OCTOBER 2016 
 
 
 
 
iii 
 
 
  
 
 
 
 
Ibubapaku,  
Luth Iman Daniel @ Adam,  
Afief Hazimi, Aiman Zikri, Aira Maisarah, Alief Muhaimin, Alya Zulaikha,  
Anis Syafiza, Faiz Yusri, Minhalena, Muhammad Ilman, Nur Zuyyin Alisha,  
& Siti Fatimah. 
 
Kerana kalian, akulah Phoenix bangkit… 
 
 
 
 
iv 
 
 
  
  ACKNOWLEDGEMENT 
 
 
 
There are a number of people without them this thesis might not have been 
written, and to whom I am greatly indebted. 
I am forever indebted to my academic supervisors, Assoc. Prof. Dr. Othman 
Ibrahim and Assoc. Prof. Dr. Azizah Abdul Rahman for their enthusiasm, guidance, 
critics, encouragement and friendship. I also thank Assoc. Prof. Aishah Ahmad for 
inspiring me to walk this journey.  The research community provided through the IS 
Department of Faculty of Computing, UTM staffs and students that gave enormous 
support. I thank fellow doctoral students there, past and present, for the discussions 
and opinions. Financial assistance for this doctoral study was provided by Universiti 
Selangor (UNISEL).  In particular, I thank the faculty management and all my 
colleagues at FCSIT, for relieving me of my faculty responsibilities to pursue the 
Ph.D. degree. My appreciation also goes to the gatekeepers and employees at the 
case study organization for their cooperation. My eternal gratitude also to my 
brothers and sisters (WhatsApp groups: Anak-anak Mak Mon, GST-
gengsurpriseterapi, Ketupat Daun Palas, Geng Bas Sekolah, Made in Sintok and IB) 
for their endless patience, moral support and encouragement that made this journey a 
memorable one.  
Finally, I would like to thank my ‘super S’ – Syufiza, Siti, and Syakiran for 
their unremitting encouragement. Thank you for making me more than I am. My 
baby son, Adam - to be your Ummi is the greatest honour I have ever received, it 
allowed me to touch mystery and taught me how to love unconditionally to infinity 
and beyond. Thank you my Little Dompot!  Above all, I am thankful to Allah for His 
blessings. Praise be to Him. 
 
v 
 
 
  
ABSTRACT 
E-service enables citizens to interact and receive services from most 
government agencies which are convenient, dependable, and less costly. To promote 
efficient and effective service delivery, the Malaysian government is targeting zero 
face-to-face service delivery with 90% of all government services to be available 
online by 2015. It is reported recently, that at least half of the Malaysian public 
sector’s 1,500 websites of e-service applications could not be sustained and will be 
shut down by 2016.  Due to high investment allocated by the government, it is 
important to ensure that the public e-service is sustained and continues to evolve. 
Limited research has been done on how to sustain the e-service or provide effective 
methods to aid implementer to reach this goal. This research developed a framework 
to sustain the government’s public e-service delivery in Malaysia. This study 
employed qualitative method approach within an interpretive paradigm. A case study 
was conducted at the Inland Revenue Board of Malaysia to explore the public e-
service sustainability criteria as it is perceived as a role model of a successful e-
service provider.  Soft Systems Methodology (SSM) was adopted as a conceptual 
lens to gain deeper insights into the data collection and analysis. Qualitative data 
collected through interviews, observations and document analysis were analysed 
verbatim using thematic analysis. Two regulators, three implementers, two e-service 
providers, nine users and one representative from a non-profit organization were 
interviewed to get a better understanding of the public e-service sustainability. The 
technological, institutional, and environmental dimensions with seventeen elements 
that emerged from the case study are: information confidentiality; software quality; 
ubiquitous services; personalization; integrated services; IT governance; business 
process improvement; legislative issues; benchmarking; top management support; 
awareness; trust; community empowerment; user expectation and satisfaction 
management; government; as well as political influence. Based on the findings, a 
Public e-Service (PeS) Framework consisting of cultural and logic-based streams 
which influence each other was developed.  In addition, several recommended 
actions on how to use the framework as a means of assessing their current public e-
service or as a guide for future public e-service initiative were proposed to assist 
government agencies. 
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ABSTRAK 
E-perkhidmatan membolehkan rakyat berinteraksi dan menerima 
perkhidmatan daripada agensi kerajaan yang menjadikan penyampaian perkhidmatan 
awam lebih mudah, dipercayai dan murah. Bagi meningkatkan kecekapan dan 
keberkesanan penyampaian perkhidmatan awam, kerajaan Malaysia mensasarkan 
90% perkhidmatan awam secara atas talian dengan sasaran sifar bagi penyampaian 
perkhidmatan secara bersemuka pada tahun 2015. Baru-baru ini dilaporkan bahawa 
sebahagian daripada 1,500 laman sesawang aplikasi e-perkhidmatan milik agensi 
kerajaan tidak dapat dilestarikan dan akan ditutup menjelang tahun 2016. Akibat 
daripada peruntukan pelaburan yang tinggi oleh kerajaan, adalah sangat penting 
untuk memastikan e-perkhidmatan dilestarikan dan terus berkembang. Kajian yang 
telah dilakukan terhadap bagaimana melestarikan e-perkhidmatan atau menyediakan 
kaedah efektif dalam membantu pelaksana mencapai tujuan ini adalah terhad. Kajian 
ini membina sebuah kerangka kerja yang bertujuan untuk melestarikan penyampaian 
e-perkhidmatan kerajaan dalam konteks Malaysia. Kajian ini mengguna-pakai 
kaedah kualitatif dalam paradigma pentafsiran.  Kajian kes telah dijalankan di 
Lembaga Hasil Dalam Negeri Malaysia yang dianggap sebagai model peranan bagi 
penyedia e-perkhidmatan yang berjaya bagi meneroka kriteria kelestarian e-
perkhidmatan awam.  Metodologi Sistem Lembut (SSM) diguna pakai sebagai lensa 
teoritikal bagi mendapatkan kefahaman yang mendalam terhadap data yang 
dikumpul dan dianalisa. Data kualitatif yang dikumpul melalui temubual, 
pemerhatian dan analisa dokumen telah dianalisa kata demi kata menggunakan 
pendekatan analisa tematik. Dua pengawal atur, tiga pelaksana, dua penyedia e-
perkhidmatan, sembilan pengguna dan seorang wakil daripada organisasi tanpa 
untung telah ditemubual bagi mendapatkan pemahaman yang lebih baik bagi 
kelestarian e-perkhidmatan awam. Dimensi teknologi, keinstitusian dan persekitaran 
bersama dengan tujuh belas elemen telah timbul daripada kajian kes iaitu: kerahsiaan 
maklumat; kualiti perisian; perkhidmatan sentiasa ada; personalisasi; perkhidmatan 
bersepadu; tadbir urus teknologi maklumat; pembaikan proses perniagaan; isu 
legislatif; penandaarasan; sokongan pengurusan atasan; kesedaran; kepercayaan; 
pemerkasaan komuniti; pengurusan jangkaan dan kepuasan pengguna; kerajaan; dan 
juga pengaruh politik.  Berdasarkan hasil penemuan, Kerangka Kerja e-Perkhidmatan 
Awam (PeS) yang mempunyai aliran budaya dan aliran berasaskan logik yang saling 
mempengaruhi antara satu sama lain telah dibangunkan. Selain itu, beberapa 
cadangan tindakan tentang bagaimana kerangka kerja ini dapat digunakan sebagai 
cara menaksir e-perkhidmatan awam semasa atau sebagai panduan masa depan bagi 
inisiatif e-perkhidmatan awam telah diusulkan untuk membantu badan-badan 
kerajaan. 
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CHAPTER 1 
1 INTRODUCTION 
1.1 Overview 
This is a study that investigates how a Public e-Service (PeS) Framework is 
developed and could be adopted by stakeholders in the Malaysian public sector.  This 
research study of the criteria of the public e-service aims to provide an understanding 
of sustainable public e-services in Malaysia.  This introductory Chapter provides an 
overview of the study’s focus together with the primary motivation of this study. It 
first examines the research background followed by the statement of the problem.  
Section 1.4 discusses the rationale of the research.  Key research questions and 
objectives of the research are then outlined in Section 1.5 and Section 1.6 
respectively. The Chapter then provides the significance of the study based on its 
contributions in Section 1.7. The scope of the research is outlined in Section 1.8 
while the remaining Chapter’s description in Section 1.9 highlights the outline of this 
thesis. 
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1.2 Background of the Problem 
Over the last decade, the government has globally started to reforms and has 
witnessed a growth in digital government services that has contributed to the 
successful government transformation. These initiatives are complex change efforts 
intended to use new and emerging technologies in order to support the 
transformation programme in the operation and effectiveness of government.  Pardo 
and Jiang (2007) have supported the idea of information and communication 
technologies (ICT) since it has the potential to transform government structures and 
to improve the quality of government programme and services.  Prior studies by Gil-
Garcia and Pardo (2005) have  mentioned that many national, state, and local 
governments are struggling to make better decisions about ICT investments as part of 
their transformation agendas. Government organisations are progressively seeking 
new tools to expand their performance and to deliver better services to their citizens. 
For example, many governments around the world are greatly supporting the 
electronic delivery of public services to their citizens and the businesses (Sharifi and 
Manian, 2010). It enables the government to maximum their transactions within the 
government via the electronic channels i.e. electronic government (e-government).  
According to Reynolds and Regio (2001) the delivery of electronic and integrated 
public services will decrease the digital divide and offer the benefits of lifelong 
learning to the citizens. Furthermore, it also strengthens government-customer 
relationship, foster economic development and creates more government 
participation. 
Traditional methods of service delivery over the counter are no longer 
adequate to fulfil citizen satisfaction. Currently, citizens are more IT literate than 
ever and understand the benefit of online services. They are getting familiar to use 
electronic means of government services.  By successfully implementing electronic 
services, government organisations could provide value-added and integrated 
services among their agencies. For example, rather than visiting several different 
offices to acquire a government permit, citizens and businesses can complete all 
transactions from a single point of access, that is available and accessible 24 hours a 
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day. By doing this, governments could use new technologies to serve their citizens as 
individuals and provide them personalised services. Furthermore, governments could 
help their citizens access new technologies available as well as provide computer 
literacy education, especially to the young and elderly people. This allows their 
citizens to improve their relationships with their governments and re-gain their trust 
and confidence in the public sector.   
However, putting government ICT or specifically e-services into practice is 
not an easy task. In fact, over 60% of all e-government projects are unsuccessful 
(Holmes, 2001).  According to Heeks (2003), the majority of e-service 
implementation in developing countries have failed, with 35% of them being 
classified as total failures (e-government or e-service was not implemented or was 
implemented but immediately abandoned), and 50% as partial failures (major goals 
were not attained and / or there were undesirable outcomes).  It was found that 70% 
of ICT projects did not deliver as expected. Only 16% of the projects were delivered 
on time and according to the budget (Read, 2004).  Previous research found that 
more than 50%, of the large IS projects had exceeded their original budgets and 
timelines, and this has occurred frequently in the government than in the private 
sector (Keil et al., 2000; Wright and Capps, 2010). In addition to that, there is much 
evidences that “runaway” projects have happened repeatedly, and new empirical 
evidence has shown that they have happened more often in government organizations 
(Wright and Capps, 2010).  International e-Government studies have discovered a 
number of public e-service projects that have been unsuccessful (Carter and 
Weerakkody, 2008; Chan et al., 2010; Jaeger, 2003).  It could be concluded that most 
ICT / IS initiatives in the public sector could not be sustained or had partially failed 
after their implementation in developing countries.  Partial failures were associated 
with the sustainability failure whereby an initiative would first succeed, but was 
often then abandoned after a year or so (Gichoya, 2005; Heeks, 2002a).  
Furthermore, according to Hawari and Heeks (2010), the main reason of the high 
failure rates of IS initiatives often appeared partial, focusing only on some aspects of 
system outcome and/or focussing only on certain specific implementation factors. 
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The government of Malaysia has many agendas in order to materialize the 
government transformation programme. ICT has become one of the key areas that 
may support the transformation programme.  For example, e-service is one of eight 
projects launched to date under the e-Government Flagship since it was first started 
in 1997. All these projects will use ICT and multimedia technologies in order to 
transform the way the government operates, coordinates and enforces its governance. 
In fact, it is clearly mentioned in the 2011 budget announced by the Prime Minister 
of Malaysia on 15 October 2010 that the enhancement of the Information 
Communication Technology (ICT) would form the first strategy of the budget an 
allocation of RM119 million.  In addition to that, the 10th Malaysia Plan (10MP) has 
clearly articulated the central role of ICT as a foundation for the nation to vault itself 
forward towards a high-value economy.  In line with that, the Malaysian government 
has listed ICT as their 12 National Key Economic Areas (NKEAs) in the new 
economic model.  This is intended to build the foundation for the 10th Malaysian 
Plan. This means that ICT has a key strategic role to play as an enabler of the 
national infrastructure, education and human capital development for the new 
economic model.  With this government target to make all government services 
available electronically, pressure is increasing daily for the stakeholders to ensure a 
successful implementation of e-service that has been renowned for its high failure 
rate.  According to a study by Arshad in 2003 conducted among 108 software 
companies in Malaysia surveying software project success, it was focused that only 
9.2% of the projects were successful (Arshad, 2003).  According to a report in 2006, 
the Royal Malaysian Customs had spent RM290 million for underutilized systems 
(Yeo, 2002). To overcome this problem they appointed Deloitte Consulting firm to 
prepare a plan that worth RM 451 million (Yeo, 2002). On top of this, Ministry of 
Health has invested in ICT for the MyHealth project but resulted in the project being 
extended from 2007 to 2012 (Lee, 2007). This is a serious calling for the public 
sector agencies to concentrate on how to overcome the ICT project failures by 
emphasizing its sustainability. 
The implementation of the public e-service has been found to bring benefits 
to the citizen, businesses and the public agencies itself. As for the citizen, cost saving 
in term of monetary and time is the main reasons to use the e-service.  There is a 
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rapid growth in the development and launching of the new public e-service over the 
web for the citizens’ use by the Malaysian government. According to Malaysian 
Public Sector ICT Strategic Plan (2011 – 2015) that was launched on 7th July 2011, 
five programmes and 22 main initiatives were identified as follows (Institut Tadbiran 
Awam Negara, 2011): 
a. Enhancement of Service Delivery (5 initiatives);  
b. Enhancement of Capacity and Capability (3 initiatives);  
c. Enhancement  of Performance Measurement Capability (3 initiatives);   
d. The establishment of a Connected Government (4 initiatives); and  
e. The provision of Sustainable and Resilient ICT (7 initiatives).  
With the Government Transformation Plan (GTP) and the Economic 
Transformation Plan (ETP) as the nation transformation agendas, there are 6 targets 
set out in order to align them in the direction and aspiration of the stakeholders.  One 
of the targets is towards zero face-to-face service delivery with 90% of all 
government services being available online by 2015 and 90% of total transactions for 
the on-line services are made on-line by 2015 (Institut Tadbiran Awam Negara, 
2011). In addition to that, in the United Nations (UN) E-Government Survey 2014, 
Malaysia was ranked fourth among top countries for online service delivery by the 
middle income group (United Nations, 2014). It means that the Malaysian public 
sector should focus in expanding the sustainability of the public e-service initiatives 
implementation and operations.  This shows that the government must have proper 
planning for any e-service initiatives implementation and should have a strategy in 
order to sustain their investments. 
1.3 Statement of the Problem 
The role of ICT in the transformation of the public agencies is well 
understood. The Malaysian public sector is currently adopting ICT in their 
government transformation programme. In line with the targets towards zero face-to-
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face service delivery by 2015 (Institut Tadbiran Awam Negara, 2011), the Malaysian 
government should retrieve the competitive advantage and should have the ability to 
transform their operations and services through the use of ICT.  However, according 
to The Star Online recently, at least 750 websites of the Malaysian public sector’s 
will be shut down by 2016 (Singh, 2015).  These large amount of government 
websites are the platform of their e-services application (MAMPU, 2015) also need 
an improvement and have not been well maintained (MAMPU, 2013; Singh, 2015).  
Therefore, it is a must for the stakeholders to reduce the amount for ICT based 
project failures and increase the sustainability of its implementation especially e-
service initiatives. In addition to that, there has been limited research done regarding 
how to sustain the e-service and to provide effective methods to aid developers to 
reach this goal (Aichholzer, 2004; Bengtsson, 2008; Heeks, 2002a, 2003).  Thus, 
there is a need to investigate and have an appropriate way to assess the e-service 
sustainability that would lead to the development of public e-service sustainability 
framework based on lessons learned from the existing projects and initiatives locally 
and internationally.  This could allow the relevant stakeholders to tackle issues 
related to the e-service sustainability and other related concerns of the Malaysian 
government service delivery. 
1.4 Research Rationale 
This section briefly discusses the rationale for this research. A more detailed 
discussion of the rationale is developed in Chapter 2. There are two research 
rationales which are:  
a. Research Rational 1: Limited previous research studying in the public e-service 
sustainability 
b. Research Rationale 2: Need to identify e-service sustainability elements and 
dimensions for the public agencies as a means to support continuous 
improvement of the government service delivery 
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There have been many studies of sustainability in various contexts. Notable 
of most past studies of sustainability in IS areas include those for: 
 Business strategy domain (Avital et al., 2006; Baker et al., 2011a; Baker 
et al., 2011b; Chung et al., 2003; Elliot, 2011; Evans and Smith, 2004; 
Gericke et al., 2010; Greenaway and Chan, 2005; Hackney et al., 2000; 
Haes and Grembergen, 2008; Kettinger et al., 1994; Piccoli and Ives, 
2005; Roquilly, 2011; Schryen, 2010); 
 Green IT / IS domain (Cater-Steel and Tan, 2010; Corbett, 2013; 
Dedrick, 2010; Hilpert et al., 2013; Loos et al., 2011; Molla and Cooper, 
2009; Molla et al., 2011; Pernici et al., 2012; Seidel et al., 2013; 
Vykoukal et al., 2010; Watson et al., 2010); and  
 IT / IS projects domain (Braa et al., 2004b; Chengalur-Smith et al., 2010; 
Feldman and Horan, 2011; Kifle et al., 2006; Marett et al., 2013; 
McLoughlin et al., 2012; Parmar et al., 2009; Titlestad et al., 2009).   
However, past researchers have stated that there has been very little research 
done regarding how to sustain the e-service and to provide effective methods to aid 
developers to reach this goal (Aichholzer, 2004; Bengtsson, 2008; Heeks, 2002a, 
2003).  In addition to that, Dao et al have claimed so far that IS research on 
sustainability has been conquered in the domain of green IT, which has focused 
mostly to reduce energy consumption of corporate IT systems (Dao et al., 2011).  
This research study hopes to fill this literature / research gap. 
Numerous studies have explored the perspectives of the successes and failure, 
of the e-government initiatives but not in the context of the sustaining e-service 
initiatives. Research to date has focused on e-government failure, management and 
delivery issues (Heeks, 2003; Holmes, 2001; Scott and Robbins, 2010; Wright and 
Capps, 2010), and perspectives of e-government challenges and opportunities 
(Gronlund and Horan, 2005; Smith et al., 2010).  According to The Star Online 
Malaysia in 2015, studies conducted by MAMPU has shown that at least 750 of the 
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public sector’s websites served as the platform of e-service applications in Malaysia 
would need to be shut down by 2016 due to not been well maintained and needed a 
lot of improvement (Singh, 2015). This study was looking at the level of services 
provided by public agencies at the mentioned websites. 
In identifying the public e-service sustainability, this research hopes to 
provide a proper guidance to the government agencies when developing and 
implementing their e-service applications. Furthermore, the identified e-service 
sustainability process might provide a guideline for other organizations (i.e. non-
government organizations) in order to emulate the success of other public e-service 
providers. 
1.5 Research Questions 
In accordance with the above discussion, this research answers the following 
principal research question: 
 
How to sustain service delivery through public e- service? 
 
To respond to the principal question, the following research questions are 
therefore addressed: 
RQ1:  What is the scenario of the public e-service sustainability in the 
context of the Malaysian government? 
RQ2: What are the elements and dimensions of the public e-service 
sustainability and how they can influence its sustainability? 
RQ3: How can the elements and dimensions guide the sustainability of the 
public e-service? 
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1.6 Research Objectives 
This study embarks on three main objectives as follows: 
RO1:  To understand the scenario of the public e-service sustainability in 
the context of the Malaysian government. 
RO2:  To understand how the elements and dimensions of the public e-
service sustainability can influence its sustainability. 
RO3: To recommend the framework on sustainability of the public e-
service based on identified elements and dimensions. 
1.7 Significance of the Research  
The three broad research objectives above hope to address the wider 
implication of the e-service sustainability knowledge and application where it hopes 
to potentially contribute to the theoretical and practical implications as discussed in 
the section below. 
1.7.1 Theoretical Implication 
This research hopes to contribute to the body of knowledge by amplifying the 
relatively limited research studies done on the public e-service sustainability.  The 
stages of Soft Systems Methodology (SSM) proposed by Checkland in 1981 were 
used in this research as a lens and a guiding method in order to develop the 
framework. This theoretical approach has been identified as a well-established 
analytical tool that is capable of capturing the complexity of the unstructured 
problem situation of the public e-service sustainability. 
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1.7.2 Practical Implication 
This research hopes to make a significant contribution to the knowledge in 
the area of the public e-service sustainability.  The results from this study can be 
used as a means of assessing the current public e-service and as a guide for future 
public e-service project implementation in Malaysia. As part of that, the intention of 
this research is to support the continuous improvement of the government service 
delivery for the Malaysian public sector through the use of ICT.  Failure to sustain 
this critical public e-service may result in large investments in systems that have a 
low payoff, or failure to invest in systems that might potentially have a high payoff.  
1.8 Scope of the Research 
The scope of the research defines the boundary of this research as below: 
a. The unit of analysis of this research is the organization (public e-service 
organizations) that leads to the analysis of the public sector. The public e-
service organizations in the context of this research encompass the Malaysian 
public sector agencies which will be implementing the e-service. 
b. The study will target respondents consisting of stakeholders who are involved 
in the e-service implementation and operation. 
c. This study is also focused on the public e-service that have any combination 
of the criteria as suggested by the Malaysian Administrative Modernization 
and Management Planning Unit (MAMPU) (a central agency in Malaysia that 
is responsible in ‘modernizing and reforming’ the public sector) below: 
i. the e-service of the federal statutory bodies located in the Klang Valley;  
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ii. a complete cycle of the e-service process (transaction or full electronic 
case handling);  
iii. the selected e-service has an updated statistics usage report shared in 
their portal; and  
iv. the e-service should offer benefits to the citizens and is most widely used 
by the citizens. 
1.9 Thesis Structure 
Chapter 1 – Introduction:  This section provides an overview on how the 
remainder of this thesis is structured.  An overview of each of the remaining chapters 
is presented below.  
Figure 1-1 shows the mapping of the research objectives to the research 
questions and the thesis chapters. 
Chapter 2 – Literature Review:  This Chapter reviews and presents prior 
academic literature relevant to the e-service sustainability. It shows the gaps and 
confusions in the e-service sustainability area that may have been influenced by other 
related concepts. The Chapter provides an overview of e-service implemented in 
seven public agencies in Malaysia. It also discusses how the Soft Systems 
Methodology (SSM) is applied in the study in order to construct the conceptual 
framework. 
Chapter 3 – Research Methodology: This Chapter describes the overall 
research design and methodology used in this study. It discusses the interpretive 
perspective and the qualitative case study adopted by the researcher. This Chapter 
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also details out the methods utilized to collect and to complete the data analysis 
undertaken in this research. 
 
Figure 1.1: Mapping research questions to the research objectives and thesis 
chapters 
 Chapter 4 – Initial Study: An initial study was conducted early on in this 
study with the main aim of exploring the scenario of the e-service sustainability in 
the Malaysian context as shown in Figure 1.1. This Chapter reports the findings from 
the initial study conducted. The public e-service stakeholders were identified, the e-
service sustainability issues were highlighted in the rich picture and the e-service 
sustainability activities model was then constructed. At the end of this Chapter, an 
initial Public e-Service (PeS) Framework was developed. 
Chapter 5 – Case Study: Malaysian Public E-service This Chapter 
describes a case study of the Inland Revenue Board of Malaysia which have 
successfully implemented the e-Filing and e-Bayaran. Through the detailed analysis 
of this case study, this Chapter presents the findings respectively and reports the e-
service sustainability elements and dimensions (as shown in Figure 1.1). 
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Chapter 6 – PeS Framework:  This Chapter presents the discussion of the 
finding from the case. The comparative analysis with findings of the initial study 
identifies points of similarity and differences in the identified e-service sustainability 
derived, leading to the identification of shared perceptions and patterns as well as 
differences. As depicted in Figure 1.1, this Chapter also presents and describes the 
framework verification session and the final refined version of Public e-Service 
(PeS) Framework and its recommendations of action. 
Chapter 7 – Conclusion: This concluding Chapter summarizes the results of 
this study, aligning these results with the research questions, and discusses these 
results in relation to the objectives of the research. This Chapter also discusses the 
contributions and limitations of the study, and proposes directions for future 
research.  
  
234 
 
 
REFERENCES 
Abdelsalam, H. M. E., ElKadi, H. A. and Gamal, S. (2010). Setback and Remedy of 
Local e-Government Projects: A Case Study from Egypt. Proceedings of the 
2010 International Conferences on Theory and Practice of Electronic 
Governance Beijing, China, 66-72. 
Abramson, M. A., B., J. D. and K., J. M. (2006). Six Trends Transforming 
Government.  Washington, DC: IBM Center for The Business of 
Government. 
Ademola, A. I. (2013). Co-cretaion of Value Between Customers and Providers in 
Government E-service Delivery. Ph.D thesis, Universiti Teknologi Malaysia. 
Agus, A., Barker, S. and Kandampully, J. (2007). An exploratory study of service 
quality in the Malaysian public service sector. International Journal of 
Quality & Reliability Management. 24(2), 177-190. 
Aichholzer, G. (2004). Scenarios of e-government in 2010 and implications for 
strategy design. Electronic Journal of e-Government. 2(1), 1-10. 
Alias, R. A. (1997). A Multiple Perspectives Exploration of Information Systems 
Quality in a Malaysian Context. Ph.D thesis, University of Salford. 
AlMarzouq, M., Zheng, L., Rong, G. and Grover, V. (2005). Open Source: Concepts, 
Benefits, and Challenges. Communications of the Association for Information 
Systems. 16, 756-784. 
Altameem, T., Zairi, M. and Alshawi, S. (2006). Critical Success Factors of E-
government: A Proposed Model for e-Government Implementation. 
Proceedings of the 2006 The International Conference on innovations in 
Information Technology (IIT 2006). 19-21 November 2006. Dubai, UAE,  
Ancarani, A. (2005). Towards Quality e-service in the Public Sector. Managing 
Service Quality: An International Journal. 15(1), 6-23. 
235 
 
 
  
 
Arshad, N. H. (2003). An Approach to the Development of Framework for Software 
Risk Management. Ph.D thesis, Universiti Kebangsaan Malaysia. 
Ary, D., Jacobs, L. C., Razavieh, A. and Sorensen, C. K. (2010). Introduction to 
Research in Education. (8 ed.) New York, NY: Hult Rinchart & Wiston. 
Asgarkhani, M. (2005). The Effectiveness of e-Service in Local Government: A Case 
Study. Electronic Journal of e-Government. 3(4), 157-240. 
Avital, M., Lyytinen, K. J., Jr, R. B., Butler, B. S. and Dougherty, D. (2006). Design 
With a Positive Lens: An Affirmative Approach to Designing Information 
and Organizations. Communications of the Association for Information 
Systems. 18, 519-545. 
Babin, R. and Nicholson, B. (2011). How Green is My Outsourcer? Measuring 
Sustainability in Global IT Outsourcing. Strategic Outsourcing: An 
International Journal. 4(1), 47-66. 
Bachmann, R. and Inkpen, A. C. (2011). Understanding Institutionalbased Trust 
Building Processes in Inter-organizational Relationships. Organization 
Studies. 32(2), 281-301. 
Baker, J., Avital, M., Davis, G., Land, F. and Morgan, H. (2011a). ICIS 2010 Panel 
Report: Technologies that Transform Business and Research: Lessons from 
the Past as We Look to the Future. Communications of the Association for 
Information Systems. 28, 497-508. 
Baker, J., Jones, D. R., Cao, Q. and Song, J. (2011b). Conceptualizing the Dynamic 
Strategic Alignment Competency. Journal of the Association for Information 
Systems. 12(4), 299-322. 
Ballantyne, P. (2003). Ownership and Partnership: Keys to Sustaining ICT-Enabled 
Development Activities.  Netherlands: International Institute for 
Communication and Development. 
Barjis, J., Kolfschoten, G. and Maritz, J. (2013). A Sustainable and Affordable 
Support System for Rural Healthcare Delivery. Decision Support Systems. 56, 
223-233. 
Barnes, S. J. and Vidgen, R. (2003). Interactive E-government: Evaluating the Web 
Site of the UK Inland Revenue. Journal of Electronic Commerce in 
Organizations. 2(1), 1-36. 
Barney, J. B. (1991). Firm resources and sustained competitive advantage. Journal of 
Management. 17(1), 99-120. 
236 
 
 
  
 
Batchelor, S. and Norrish, P. (2003). Sustainable Information Communication 
Technologies (ICT). Available from: 
<http://www.sustainableicts.org/Sustainable.htm>. [10 July 2012] 
Baxter, J. and Eyles, J. (1997). Evaluating Qualitative Research in Social Geography: 
Establishing ‘rigour’ in Interview Analysis. Transactions of the Institute of 
British Geographers. 22(4), 505-525. 
Bengtsson, F. (2008), 'Sustainable e-services'. Paper presented at the Information 
Systems Research Seminar, Scandinavia.  
Bennett, A. and Elman, C. (2010). Case Study Methods. In C. Reus-Smit and D. 
Snidal (eds) The Oxford Handbook of International Relations. Oxford: 
Oxford University Press. 
Berg, B. L. (2004). Qualitative Research Methods for Social Sciences. (5th ed.) 
Boston: Pearson and Allyn and Bacon. 
Bhatnagar, S. (2000). Social implications of information and communication 
technology in developing countries: Lessons from asian success stories. The 
Electronic Journal of Information Systems in Developing Countries. 1(4), 1-
9. 
Bhuiyan, M. S. H. (2010). E-Government Applications in Bangladesh – Status and 
Challenges. Proceedings of the 2010 International Conferences on Theory 
and Practice of Electronic Governance Beijing, China, 255-260. 
Bitsch, V. (2005). Qualitative Research: A Grounded Theory Example and 
Evaluation Criteria. Journal of Agribusiness. 23(1), 75-91. 
Blaxter, L., Hughes, C. and Tight, M. (2001). How to Research. (Vol. 2) 
Buckingham & Philadelphia: Open University Press. 
Boehm, B. (1978). Characteristics of Software Quality TRW Series of Software 
Engineering (Vol. 1).  North-Holland, Amsterdam, Holland. 
Boonstra, A. (2003). Structure and Analysis of IS Decision-Making Process. 
European Journal of Information Systems. 12, 195-209. 
Bowen, G. A. (2009). Supporting a Grounded Theory with an Audit Trail: An 
Illustration. International Journal of Social Research Methodology,. 12(4), 
305-316. 
Boyer, K. K., Hallowell, R. and Roth, A. V. (2002). E-services: operating strategy – 
a case study and method for analyzing operational benefits. Journal of 
Operations Management. 20, 175-199. 
237 
 
 
  
 
Braa, J., Monteiro, E. and Sahay, S. (2004a). Networks of Action: Sustainable health 
information systems across developing countries. MIS Quarterly. 28(3), 337–
362. 
Braa, J., Monteiro, E. and Sahay, S. (2004b). Networks Of Action: Sustainable 
Health Information Systems Across Developing Countries. MIS Quarterly. 
28(3), 337-362. 
Braadbaart, O. and Yusnandarshah, B. (2008). Public Sector benchmarking: a survey 
of scientific articles, 1990-2005. International Review of Administrative 
Sciences. 74(3), 421-433. 
Braun, V. and Clarke, V. (2006). Using Thematic Analysis in Psychology. 
Qualitative Research in Psychology. 3(2), 77-101. 
Brooke, C. (2002). What Does It Mean to be 'critical' in IS Research? Journal of 
Information Technology 17, 49-57. 
Carter, C. R. and Rogers, D. S. (2008). A Framework of Sustainable Supply Chain 
Management: Moving Toward New Theory. International Journal of 
Physical Distribution & Logistics Management. 38(5), 360-387. 
Carter, L. and Weerakkody, V. (2008). E-Government Adoption: A Cultural 
Comparison. Information Systems Frontiers. 10(4), 473-482. 
Cater-Steel, A. and Tan, W.-G. (2010). The Role Of IT Service Management In 
Green IT. Australasian Journal of Information Systems. 17(1), 107-125. 
Cecez-Kecmanovic, D. (2001). Doing Critical IS Research: The Question of 
Methodology. In E., T. (ed), Qualitative Research in Information Systems: 
Issues and Trends.  Hershey: PA: Idea Group Publishing. 
Chan, F., Thong, J., Venkatesh, V., Brown, S., Hu, P. and Tam, K. (2010). Modeling 
Citizen Satisfaction with Mandatory Adoption of an E-Government 
Technology. Journal of the AIS. 11(10), 519-549. 
Checkland, P. (1981). System Thinking, System Practice.  Chichester: John Wiley 
and Sons. 
Checkland, P. (1999). System Thinking, System Practice: Includes a 30-Year 
Retrospective.  Chichester: John Wiley and Sons. 
Checkland, P. (2000). Soft Systems Methodology: A Thirty Year Retrospective. 
Systemsearch and Behavioral Science. 17, S11-S58. 
Checkland, P. and Scholes, J. (1990). Soft Systems Methodology in Action.  
Chichester, GB: John Wiley & Sons. 
238 
 
 
  
 
Checkland, P. and Winter, M. (2006). Process and Content: Two Ways of Using 
SSM. Journal of the Operational Research Society. 57, 1435-1441. 
Chen, R. and Sharma, S. K. (2013). Understanding Member Use of Social 
Networking Sites: A Value Analysis. Communications of the Association for 
Information Systems. 33, 97-114. 
Chen, S.-C., Miau, S. and Wu, C.-C. (2014). Toward A Smart Government: An 
Experience of e-Invoice Development in Taiwan  Proceedings of the 2014 
PACIS 2014, Paper 124. 
Chengalur-Smith, I., Sidorova, A. and Daniel, S. (2010). Sustainability of Free/Libre 
Open Source Projects: A Longitudinal Study. Journal of the Association for 
Information Systems. Special Issue, 657-683. 
Choudrie, J., Ghinea, G. and Weerakkody, V. (2004). Evaluating Global E-
government Sites: A View Using Web Diagnostic Tools. Electronic Journal 
of E-government. 2(2), 105-114. 
Chowdhury, G. (2013). Sustainability of Digital Information Services. Journal of 
Documentation. 69(5), 602-622. 
Chung, S. H., Jr., R. K. R. and Lewis, B. R. (2003). The Impact of Information 
Technology Infrastructure Flexibility on Strategic Alignment and Application 
Implementations. Communications of the Association for Information 
Systems. 11, 191-206. 
Churchman, C. W. (1971). The Design of Inquiring Systems: Basic Concepts of 
Systems and Organizations.  New York: Basic Books. 
Cialdini, R. B. (2001). The Science of Persuasion. Scientific American. 284, 76-81. 
Cicchetti, D. V. (1994). Guidelines, Criteria, and Rules of Thumb for Evaluating 
Normed and Standardized Assessment Instruments in Psychology. 
Psychological Assessment. 6, 284–290. 
Cisler, S. (2002). Schools Online Planning for Sustainability: How to Keep Your ICT 
Project Running. Community Technology Centers' Network. Available from: 
<http://www.etenet.org/ctc/Cisler/sustain.doc>. [11 October 2011] 
Cohen, J. (1960). A Coefficient of Agreement for Nominal Scales. Educational and 
Psychosocial Measurement 20, 37–46. 
Cohen, L., Manion, L. and Morrison, K. (2011). Research Methods in Education. (7 
ed.) New York, NY: Routledge. 
239 
 
 
  
 
Commonwealth Centre for Electronic Governance (2002). E-government, E-
governance and E-democracy. The Changing Nature of Technology, Public 
Sector Reform: Looking to the Future: A Background Paper and Privacy and 
Security in the New Environments. 1-41. United Nations Online Network in 
Public Administration and Finance (UNPAN). 
Connolly, R. and Bannister, F. (2008). E-Tax Filing and Service Quality: The Case 
of the Revenue Online Service. Proceedings of the 2008 World Academy of 
Science, Engineering and Technology (WASET), 313-317. 
Corbett, J. (2013). Designing and Using Carbon Management Systems to Promote 
Ecologically Responsible Behaviors. Journal of the Association for 
Information Systems. 14(7), 339-378. 
Courtney, J. F. (2001). Decision Making and Knowledge Management in Inquiring 
Organizations: Toward a New Decision-Making Paradigm for DSS. Decision 
Support Systems. 31, 17-38. 
Covey, S. M. R. (2008). The Speed of Trust: The One Thing That Changes 
Everything.  New  York: Simon & Schuster. 
Creswell, J. W. (2003). Research Design: Qualitative, Quantitative, and Mixed 
Methods Approaches. (2nd ed.) Thousand Oaks, California: Sage 
Publications, Inc. 
Creswell, J. W. (2007). Qualitative Inquiry and Research Design: Choosing Among 
Five Approaches. (2nd ed.) Thousand Oaks, California: Sage Publications, 
Inc. 
Dao, V., Langella, I. and Carbo, J. (2011). From green to sustainability: Information 
technology and an integrated sustainability framework. Journal of Strategic 
Information Systems. 20, 63-79. 
Davenport, T. (1993). Process Innovation: Reengineering Work Through 
Information Technology.  Cambridge: Harvard Business School Press. 
De-Zoysa, M. R. and Letch, N. (2013). Americas Conference on Information 
Systems AMCIS2013 Chicago ICT4D Project Sustainability: An ANT-based 
Analysis. Proceedings of the 2013 Americas Conference on Information 
Systems. Aug 15-17, 2013. Chicago, Illinois, 1-10. 
de Ruyter, K., Wetzels, M. and Kleijnen, M. (2001). Customer Adoption of e-
Service: An Experimental Study. International Journal of Public Sector 
Management. 12(2), 184-207. 
240 
 
 
  
 
Dedrick, J. (2010). Green IS: Concepts and Issues for Information Systems Research. 
Communications of the Association for Information Systems. 27, 173-184. 
DeLone , W. H. and McLean, E. R. (2003). The DeLone and McLean Model of 
Information System Success: A Ten-Year Update. Journal of Management 
Information System. 19(4), 9-30. 
Denzin, N. K. and Lincoln, Y. S. (2005). Introduction: The Discipline and Practice of 
Qualitative Research. In Denzin & Lincoln (Ed.) The Sage Handbook of 
Qualitative Research (pp. 1-41). London: Sage Publications. 
DePietro, R., Wiarda, E. and Fleischer, M. (1990). The Context for Change: 
Organization, Technology, and Environment in L. G. Tornatzky and M. 
Fleischer (eds) The Processes of Technological Innovation. Lexington, MA: 
Lexington Book. 
DeSanctis, G. (2003). A Response to Benbasat and Zmud's Call for Returning to the 
IT Artifact. Journal of the Association for Information Systems. 4(7), 360-
376. 
Dhillon, G. and Blackhouse, J. (1996). Risks in the Use of Information Technology 
within Organizations. Information Journal of Information Management. 
16(1), 65-74. 
Doane, D. and MacGilivray, A. (2001). Economic Sustainability: The business of 
Staying in Business R&D Report. The SIGMA Project. 
Doherty, N. F. and King, M. (2001). An Investigation of the Factors Affecting the 
Successful Treatment of Organisational Issues in Systems Development 
Projects. European Journal of Software Developments. 10(3), 147-160. 
Donaldson, T. and Preston, L. (1995). The stakeholder theory of the modern 
corporation: Concepts, evidence and implications. Academy of Management 
Review. 20, 65-91. 
Edwards, P. N., Jackson, S. J., Bowker, G. C. and Williams, R. (2009). Introduction: 
An Agenda for Infrastructure Studies. Journal of the Association for 
Information Systems. 10(Special Issue), 364-374. 
Egan, M. and Mather, T. (2005). The Executive Guide to Information Security: 
Threats, Challenges and Solutions.  Indianapolis: Addison Wesley. 
El-Gayar, O. and Fritz, B. D. (2008). Environmental Management Information 
Systems (EMIS) for Sustainable Development: A Conceptual Overview. 
Communications of the Association for Information Systems. 17, 756-784. 
241 
 
 
  
 
Elkington, J. (1998). Cannibals with Forks: The Triple Bottom Line of the 21st 
Century.  Stoney Creek, CT: New Society Publishers. 
Elkington, J. (2004). “Enter the triple bottom line”, in Henriques, A. and 
Richardson, J. (Eds), The Triple Bottom Line: Does It All Add up?  London: 
Earthscan. 
Elliot, S. (2011). Transdisciplinary Perspectives On Environmental Sustainability: A 
Resource Base And Framework For It-Enabled Business Transformation. 
MIS Quarterly. 35(1), 197-236. 
Elmagarmid, A. K. and McIver, W. J. (2001). The Ongoing March Toward Digital 
Government. Computer. 62(1), 107-115. 
Erlich, P. R. and Erlich, A. H. (1991). The Population Explosion.  New York, NY: 
Touchstone. 
Esteves, J. and Joseph, R. C. (2008). A Comprehensive Framework for the 
Assessment of eGovemment Projects. Government Information Quarterly. 
25(1), 118-132. 
Evans, D. M. and Smith, A. C. T. (2004). Augmenting The Value Chain: Identifying 
Competitive Advantage Via The Internet. Journal of Information Technology 
Theory and Application. 6(1), 61-78. 
Eze, U., Goh, M. H., Ling, H. Y. and Lee, C. H. (2011). Intention to Use E-
Government Services in Malaysia: Perspective of Individual Users. In Manaf, 
A. A., Zeki, A., Zamani, M., Chuprat, S. & El-Qawasmeh, E. (Eds.) 
Informatics Engineering and Information Science, (pp. 512–526)Springer 
Berlin Heidelberg. 
Feldman, S. S. and Horan, T. A. (2011). The Dynamics of Information 
Collaboration: A Case Study of Blended IT Value Propositions for Health 
Information Exchange in Disability Determination. Journal of the Association 
for Information Systems. 12(Special Issue), 189-207. 
Forrester, J. P. and Watson, S. S. (1994). An Assessment of Public Administration 
Journals: The Perspective of Editors and Editorial Boards Members. Public 
Administration Review. 54(5), 474-482. 
Forrester, J. W. (1961). Industrial Dynamics.  Cambridge, Massachusetts: MIT Press. 
Freeman, R. E. (1984). Strategic management: A stakeholder approach.  Pitman, 
Boston. 
242 
 
 
  
 
Gable, G. (1991).  Consultant Engagement for Computer System Selection: A Pro-
active Client Role in Small Businesses.  Information & Management 20(2), 
83-93. 
Galliers, R. D. (1992). Information Systems Research: Issues, Methods, and 
Practical Guidelines.  Oxford: Blackwell Scientific Publications. 
Galliers, R. D. and Land, F. F. (1987). Viewpoint: Choosing Appropriate 
Information Systems Research Methodologies. Communications of the ACM. 
30(11), 901-902. 
Gericke, A., Klesse, M., Winter, R. and Wortmann, F. (2010). Success Factors of 
Application Integration: An Exploratory Analysis. Communications of the 
Association for Information Systems. 27, 677-694. 
Gichoya, D. (2005). Factors Affecting the Successful Implementation of ICT 
Projects in Government. Electronic Journal of e-Government. 3(14), 175-
184. 
Gil-Garcia, J. R. and Pardo, T. A. (2005). E-Government Success Factors: Mapping 
Practical Tools to Theoretical Foundations. Government Information 
Quarterly. 22(2), 187-216. 
Gillham, B. (2008). Observation Techniques: Structured to Unstructured.  London: 
Continuum Int. Publishing Group. 
Glaser, B. G. and Strauss, A. L. (1967). The Discovery of Grounded Theory: 
Strategies for Qualitative Research.  New York: Sociology Press. 
Global Reporting Initiative (2006). RG Sustainability Reporting Guidelines Version 
3.0. Availabe from: Global Reporting Initiative. [10 November 2010] 
Goldfinch, S. (2007). Pessimism, Computer Failure, and Information Systems 
Development in the Public Sector. Public Administration Review. 67(5), 917-
929. 
Goldkuhl, G. and Persson, A. (2006). From e-ladder to e-diamond - Re-
conceptualising Models for Public E-services. European Conference on 
Information Systems. 
Goncz, E., Skirke, U., Kleizen, H. and Barber, M. (2007). Increasing the rate of 
sustainable change: a call for a redefinition of the concept and the model for 
its implementation. Journal of Cleaner Production. 15(6), 525-537. 
Gordon, A. N. and Hinson, R. E. (2007). Towards a Sustainable Framework for 
Computer Based Health Information Systems (CHIS) for Least Developed 
243 
 
 
  
 
Countries (LDCs). International Journal of Health Care Quality Assurance. 
20(6), 532-544. 
Gordon, S. (1994). Benchmarking the Information Systems Function CIMS Working 
Paper Series 94-08.  Babson Park, MA: Centre for Information Management 
Studies, Babson College. 
Greenaway, K. E. and Chan, Y. E. (2005). Theoretical Explanations for Firms’ 
Information Privacy Behaviors. Journal of the Association for Information 
Systems. 6(6), 171-198. 
Greg, L., Brent, S. and Jeremy, Y. (2003). Amazon.com Recommendations: Item-to-
item Collaborative Filtering. IEEE Distributed Systems Online. 76-80. 
Gronlund, A. and Andersson, A. (2006). e-Gov Research Quality Improvements 
Since 2003: More Rigor, but Research (Perhaps) Redefined Lecture Notes in 
Computer Science (Vol. 4084, pp. 1-13). 
Gronlund, A. and Horan, T. A. (2005). Introducing e-Gov: History, Definitions, and 
Issues. Communications of the Association for Information Systems. 15, 713-
729. 
Grover, V. (2012). The Information Systems Field: Making a Case for Maturity and 
Contribution. Journal of the Association for Information Systems. 13(Special 
Issue), 254-272. 
Grover, V., Gokhale, R. A. and Narayanswamy, R. S. (2009). Resource-Based 
Framework for IS Research: Knowledge Firms and Sustainability in 
Knowledge Markets. Journal of the Association for Information Systems. 
10(4), 306-332. 
Guba, E. G. (1981). Criteria for Assessing the Trustworthiness of Naturalistic 
Inquiries. Educational Communication and Technology Journal. 29(2), 75-
91. 
Guba, E. G. (1990). The Alternative Paradigm Dialog. In E.G. Guba (Ed.), The 
Paradigm Dialog (pp. 17-30). Newbury Park: CA: Sage. 
Guba, E. G. and Lincoln, Y. S. (1982). Establishing Dependability and 
Confirmability in Naturalistic Inquiry Through an Audit Annual Meeting of 
the American Educational Research Association.  New York, NY. 
Gupta, A. and Zhdanov, D. (2012). Growth And Sustainability Of Managed Security 
Services Networks: An Economic Perspective. MIS Quarterly. 36(4), 1109-
1130. 
244 
 
 
  
 
Guriting, P. and Ndubisi, N. O. (2006). Borneo Online Banking: Evaluating 
Customer Perceptions and Behavioural Intention. Management Research 
News. 29, 6-15. 
Hacking, T. and Guthrie, P. (2008). A Framework for Clarifying the Meaning of 
Triple Bottom-Line, Integrated, and Sustainability Assessment. 
Environmental Impact Assessment Review. 28, 73-89. 
Hackney, R., Burn, J. and Dhillon, G. (2000). Challenging Assumptions for Strategic 
Information Systems Planning: Theoretical Perspectives. Communications of 
the Association for Information Systems. 3. 
Haes, S. D. and Grembergen, W. V. (2008). An Exploratory Study into the Design of 
an IT Governance Minimum Baseline through Delphi Research. 
Communications of the Association for Information Systems. 22, 443-458. 
Hagge, L. and Kreutzkamp, J. (2003). A Benchmarking Method for Information 
Systems. Proceedings of the 2003 11th IEEE International Requirements 
Engineering Conference, 245-253. 
Hammer, M. (1990). Reengineering Work: Don't automate, obliterate. Harvard 
Business Review. 90(4), 104–113. 
Hammer, M. and Champy, J. (1993). Reengineering the Corporation.  New York: 
Nicolas Brealey Publishing. 
Harrington, H. J. (2005). Business Process Improvement. McGraw-Hill Education 
(India) Pvt Limited. 
Hasliza, M. (2011). An Integrated Approach of Contextualist Analysis, Multiple 
Perspective and SSM for KM System Initiatives in Malaysian Universities. 
Ph.D thesis, Universiti Teknologi Malaysia. 
Hawari, A. and Heeks, R. (2010). Explaining ERP Failure in a Developing Country: 
A Jordanian Case Study. Journal of Enterprise Information Management. 
23(2), 135-160. 
He, X. J. (2004). The ERP Challenge in China: A Resourcebased Perspective. 
Information Systems Journal. 14, 153-167. 
Heeks, R. (2002a). Failure, Success and Improvisation of Information Systems 
Projects in Developing Countries. Institute for Development Policy and 
Management..  
Heeks, R. (2002b). Information systems and developing countries: Failure, success, 
and local improvisations. The Information Society. 18(2), 101-112. 
245 
 
 
  
 
Heeks, R. (2003). Most e-Government –for Development Projects Fail: How can 
Risks be Reduced? Proceedings of the 2003 iGovernment Working Paper 
Series,  
Heeks, R. (2006). Understanding and measuring eGovernment: International 
benchmarking studies. UDESA workshop, E-Participation and E-
Government: Understanding the Present and Creating the Future.  Budapest, 
Hungary. 
Heeks, R. and Bailur, S. (2007). Analyzing E-Government Research: Perspectives, 
Philosophies, Theories, Methods, and Practice. Government Information 
Quarterly. 24, 243-265. 
Hilpert, H., Schumann, M. and Kranz, J. (2013). Leveraging Green IS in Logistics. 
Business and Information Systems Engineering. 315-325. 
Holmes, D. (2001). eGov: eBusiness Strategies for Government.  London: Nicholas 
Brealey Publishing. 
Houston, D. J. and Delevan, S. M. (1990). Public Administration Research: An 
Assessment of Journal Publications. Public Administration Review. 50(6), 
674-681. 
IEEE (1990), IEE Standard Glossary of Software Engineering Terminology, IEE Std 
610.12.1990.  
Igbaria, M. and Iivari, J. (1995). The Effects of Self-efficacy on Computer Usage 
International Journal of Management Science. 23(6), 587-605. 
Institut Tadbiran Awam Negara (2011). Inputs for Persidangan Perkhidmatan Awam 
Keenam Belas (PPA 2011). Available from: Institut Tadbiran Awam Negara. 
[11 December 2011] 
International ICT Literacy Panel (2007). Digital Transformation: A Framework for 
ICT Literacy. Available from: International ICT Literacy Panel. [2 September 
2013] 
IRBM (2014). Inland Revenue Board of Malaysia: Online Services Statistics. 
Available from: IRBM. [7 July 2015]. 
Islam, M. A., Yusuf, D. H. M. and Bhuiyan, A. B. (2015). Taxpayers' Satisfaction in 
Using E-Filing System in Malaysia: Demographic Perspective. The Social 
Sciences. 10(2), 160-165. 
ISO/IEC 17799:2000 (2000), Information Technology - Code of Practice for 
Information Security Management, ISO/IEC 17799.  
246 
 
 
  
 
ISO/IEC 25010:2011 (2011), Systems and Software Engineering - Systems and 
Software Requirements and Evaluation (SQuaRE), ISO/IEC 25010:2011. 
IT Governance Institute (2011). Board Briefing on IT Governance.  Available from: 
IT Governance Institute. [10 October 2013] 
Jaeger, P. (2003). The Endless Wire: E-Government as Global Phenomenon. 
Government Information Quarterly. 20(4), 323-332. 
Jarvinen, R. and Lehtinen, U. (2004). Services, e-Services and e-Service Innovations 
─ Combination of Theoretical and Practical Knowledge Frontiers of e-
Business Research. 
Javalgi, R. G., Martin, C. L. and Todd, P. R. (2004). The Export of e-services in the 
age of technology transformation: challenges and implications for 
international service providers. Journal of Services Marketing. 18(7), 560-
573. 
Kanter, T. G. (2002). Enabling Context-aware and Extensible Mobile Interactive 
Spaces. IEEE Wireless Communications. 9(5), 18-27. 
Kaplan, B. and Duchon, D. (1988). Combining Qualitative and Quantitative Methods 
in Information Systems Research: A Case Study. MIS Quarterly. 12(4), 571-
586. 
Karanasios, S. and Allen, D. (2013). ICT for Development in the Context of the 
Closure of Chernobyl Nuclear Power Plant: An Activity Theory Perspective. 
Information Systems Journal. 23, 287-306. 
Karim, M. R. A. and Khalid, N. M. (2003). E-Government in Malaysia. Pelanduk 
Publication & MAMPU. 
Ke, W. and Wei, K. (2004). Successful E-Government in Singapore: How did 
Singapore manage to get most of its public services deliverable online? 
Communications of the ACM. 47(6), 95-99. 
Keil, M., Mann, J. and Rai, A. (2000). Why Software Projects Escalate: An 
Empirical Analysis and Test of Four Theoretical Models. MIS Quarterly. 
24(4), 631-664. 
Kettinger, W. J., Grover, V., Guha, S. and Segars, A. H. (1994). Strategic 
Information Systems Revisited: A Study in Sustainability and Performance. 
MIS Quarterly. 31-56. 
Kidder, L. and Judd, C. M. (1986). Research methods in social relations. (5th ed.) 
New York: Holt, Rinehart & Winston. 
247 
 
 
  
 
Kifle, M., Mbarika, V. W. A. and Bradley, R. V. (2006). Global Diffusion of the 
Internet X: The Diffusion of Telemedicine in Ethiopia: Potential Benefits, 
Present Challenges, and Potential Factors. Communications of the 
Association for Information Systems. 18(30), 612-640. 
Kimaro, H. C. and Nhampossa, J. (2004). The challenges of sustainability of health 
information systems in developing countries: comparative case studies of 
Mozambique and Tanzania. Journal of Health Informatics in Developing 
Countries. 1(1). 
Klein, H. K. and Myers, M. D. (1999). A set of principles for conducting and 
evaluating interpretive field studies in information systems. MIS Quarterly. 
23, 67-93. 
Knippenberg, R., Soucat, A., Oyegbite, K., Sene, M., Broun, D. and Pangu, K. 
(1997). Sustainability of Primary Health Care Including Expanded Program 
of Immunizations in Bamako Initiative Programs in West Africa: An 
Assessment of  Years' Field Experience in benin and Guinea. International 
Journal of Health Planning Management. 12(1), 9-28. 
Korpela, M., Soriyan, H., Olufokumbi, K. and Mursu, A. (1998). Blueprint for an 
African Systems development methodology: an action research project in the 
health sector. Proceedings of the 1998 Avgerou, C. (Ed.), Implementation and 
Evaluation of Information Systems in Developing Countries, International 
Federation for Information Processing Vienna 173-286. 
Koslowski, T. and Struker, J. (2011). Complementary Effects Using the Example of 
a Sustainability Benchmarking Service. Business and Information Systems 
Engineering. 359-367. 
Krasnova, H., Veltri, N. F. and Günther, O. (2012). Self-disclosure and Privacy 
Calculus on Social Networking Sites: The Role of Culture. Business and 
Information Systems Engineering. 127-135. 
Krefting, L. (1991). Rigor in Qualitative Research: The Assessment of 
Trustworthiness. The American Journal of Occupational Therapy. 43(3). 
Kumar, R. and Best, M. L. (2006). Impact and Sustainability of E-Government 
Services in Developing Countries: Lessons Learned from Tamil Nadu, India. 
The Information Society. 22, 1-12. 
Lal, R., Hansen, D. O., Uphoff, N. and Slack, S. A. (2002). Food Security and 
Environmental Quality in the Developing World. CRS Press.    
248 
 
 
  
 
Landis, J. R. and Koch, G. G. (1977). The Measurement of Observer Agreement for 
Categorical Data. Biometrics 33, 159–174. 
Lee, W. L. (2007). Annual Report. Available from: 
<http://www.moh.gov.my/image//gallery/publication/arict htm>. 
Legge Jr., J. S. and Devore, J. (1987). Measuring Productivity in U.S. Public 
Administration and Public Affairs Programs 1981–1985. Administration and 
Society. 19(2), 147-156. 
Lenk, K. and Traunmuller, R. (2002). Preface to the focus theme on e-government. 
Electronic Markets. 12, 145-147. 
Lessa, L., Belachew, M. and Anteneh, S. (2011). Sustainability of E-Government 
project Success: Cases from Ethiopia. Proceedings of the 2011 Americas 
Conference on Information Systems (AMCIS). Aug 5 - 7, 2011. Detroit, 
Michigan,  
Lester, S. (2008). Soft Systems Methodology. Available from: 
<http://www.humanecology.com.au/SSMeth.pdf>. [31 August 2013] 
Levy, Y. and Ellis, T. J. (2006). A Systems Approach To Conduct An Effective 
Literature Review In Support Of Information Systems Research. Informing 
Science Journal. 9, 181-212. 
Lieber, A. (2000). E-Government Initiatives Meeting. Available from: 
<http://ostwebmaster@ost.gov>. 
Lincoln, Y. S. and Guba, E. G. (1985). Naturalistic Inquiry.  Beverly Hills: CA: 
Sage. 
Lincoln, Y. S. and Guba, E. G. (2000). Paradigmatic Controversies, Contradicions, 
and Emerging Confluences. In Denzin, N. K. and Lincoln, Y. S. (Eds.) 
Handbook of Qualitative Research. (pp. 163 - 188).  Thousand Oaks: CA: 
Sage. 
Loos, P., Nebel, W., Gómez, J. M., Hasan, H., T.Watson, R., Brocke, J. v., Seidel, S. 
and Recker, J. (2011). Green IT: A Matter of Business and Information 
Systems Engineering? Business and Information Systems Engineering. 245-
252. 
Luna-Reyes, L. F., Zhang, J., Gil-Garcıa, J. R. and Cresswell, A. M. (2005). 
Software Development as Emergent Socio-Technical Change: A Practice 
Approach. European Journal of Software developments. 14(1), 93-105. 
249 
 
 
  
 
Madlberger, M. and Kotzab, H. (2001). Adapting the Internet as distribution channel 
for stationary retailers: the Austrian case”,. Electronic Markets. 11(1), 64-74. 
Madon, S. and Sharanappa, S. (2013). Social IT Outsourcing and Development: 
Theorising the Linkage. Information Systems Journal. 23, 381-399. 
Madu, C. N. and Madhu, A. A. (2002). Dimensions of e-Quality. International 
Journal of Electronic Commerce Quality and Reliability Management. 19(3), 
246-258. 
MAMPU (2013). Public E-service Implementation Report. Available from: 
MAMPU. [2 September 2014] 
MAMPU (2015). Public E-service Implementation Report. Available from: 
MAMPU. [2 September 2014] 
Mansar, S. L. and Reijers, H. A. (2007). Best Practices in Business Process 
Redesign: Use and Impact. Business Process Management Journal. 13(2), 
193-213. 
Marett, K., Otondo, R. F. and Taylor, G. S. (2013). Assessing The Effects Of 
Benefits And Institutional Influences On The Continued Use Of 
Environmentally Munificent Bypass Systems In Long-Haul Trucking. MIS 
Quarterly. 37(4), 1301-1312. 
Marshall, C. and Rossman, G. B. (2011). Designing Qualitative Research.  Thousand 
Oaks, California: Sage Publications. 
Mason, J. (2002). Qualitative Researching. (2 ed.) London: Sage. 
Mayoka, K. G., Rwashana, A. S., Mbarika, V. W. and Isabalija, S. (2012). A 
Framework for Designing Sustainable Telemedicine Information Systems in 
Developing Countries. Journal of Systems and Information Technology. 
14(3), 200-219. 
McCall, J. A., Richards, P. K. and Walters, G. F. (1977). Factors in Software Quality 
Rome Air Development Centre (Vol. I-III).  Italy. 
McCormick, T. J. (2011). A Success-oriented Framework To Enable Co-created e-
Services, The George Washington University. 
McLoughlin, I. P., Maniatopoulos, G. and Wilson, R. (2012). Inside a Digital 
Experiment: Co-producingTelecare Services for Older People. Scandinavian 
Journal of Information Systems. 24(2). 
250 
 
 
  
 
Mehregan, M. R., Hosseinzadeh, M. and Kazemi, A. (2012). An Application of Soft 
Systems Methodology. Procedia - Social and Behavioral Sciences. 41, 426-
433. 
Melville, N. P. and Ross, S. M. (2010). Information Systems Innovation For 
Environmental Sustainability. MIS Quarterly. 34(1), 1-21. 
Miles, M. B. and Huberman, A. M. (1994). Qualitative Data Analysis.  Thousand 
Oaks: Sage Publications. 
Mills, A. J., Durepos, G. and Wiebe, E. (2013). Thematic Analysis Encyclopedia of 
Case Study Research (10.4135/9781412957397pp. 926-928). 
Mintzberg, H. (1996). Managing government, governing management. Harvard 
Business Review. 74(3), 75-83. 
Miskon, S., Bandara, W., Fielt, E. and Gable, G. (2010). Understanding Shared 
Services: An Exploration of the IS Literature. International Journal of E-
Services and Mobile Applications. 2(4), 60-75. 
Misund, G. and Hoiberg, J. (2003). Sustainable information technology for global 
sustainability.Digital Earth. Information Resources for Global Sustainability 
Symposium. 
Mitroff, I. I. and Linstone, H. A. (1993). The Unbounded Mind: Breaking the Chains 
of Traditional Business Thinking.  New York: Oxford University Press. 
Mizuno, O., Takashi, A., Yamamoto, S. and Asatani, K. (2013). Sustainable 
Operation Technologies for the Mitigation Information Network in Urban 
Area. Proceedings of the 2013 2013 IEEE Region 10 Humanitarian 
Technology Conference. Aug 26-29, 2013. Sendai, Japan,  
Mocigemba, D. (2005). Sustainable Computing Online Springer-Verlag. 163 - 184. 
Mohan, L., Potnis, D. and Alter, S. (2013). Information Systems to Support “Door-
step Banking”: Enabling Scalability of Microfinance to Serve More of the 
Poor at the Bottom of the Pyramid. Communications of the Association for 
Information Systems. 33, 423-442. 
Molla, A. and Cooper, V. (2009). Green IT Readiness: A Framework And 
Preliminary Proof Of Concept. Australasian Journal of Information Systems. 
16(2), 5-23. 
Molla, A., Cooper, V. and Pittayachawan, S. (2011). The Green IT Readiness (G-
Readiness) of Organizations: An Exploratory Analysis of a Construct and 
251 
 
 
  
 
Instrument. Communications of the Association for Information Systems. 29, 
67-96. 
Morcos, M. and Henshaw, M. (2009). A Soft Systems Methodology for 
Transforming Organisations to Product-Service Systems (Application In 
Defence and Construction Industry). Proceedings of the 2009 7th Annual 
Conference on Systems Engineering Research 2009 (CSER 2009) 
Loughborough University  
Multimedia Development Corporation (2007). Flagship Applications. Available 
from: Multimedia Development Corporation. [8 May 2011] 
Multimedia Development Corporation (2011). Malaysia Government Portals and 
Websites Assessment 2011. Available from: Multimedia Developmetn 
Corporation. [8 May 2012] 
Myers, M. D. (1997). Qualitative Research in Information Systems. MIS Quarterly. 
21(2), 241-242. 
Myers, M. D. and Avison, D. E. (2002). Qualitative Research in Information 
Systems.  London: Sage. 
Mykytyn, P. P. and Mykytyn, K. (2002). Computer Software Patents: a Dilemma in 
Competitive Advantage IT Research. Communications of the Association for 
Information Systems. 8, 109-130. 
Nan, N. and Johnston, E. W. (2009). Using Multi-Agent Simulation to Explore the 
Contribution of Facilitation to GSS Transition. Journal of the Association for 
Information Systems. 10(Special Issue), 252-277. 
Nawi, H. S. A., Ibrahim, O. and Rahman, A. A. (2013). Public E-Service 
Sustainability Failure Factors: An Exploratory Study. Proceedings of the 
2013 Pacific Asia Conference on Information Systems (PACIS 2013) Jeju 
Island, Korea, Paper 224. 
Neumark-Sztainer, D. and Story, M. (1997). Recommendations from Overweight 
Youth Regarding School-based Weight Control Programs. Journal of School 
Health 67, 428-433. 
Ng, W. and Nicholas, H. (2013). A Framework for Sustainable Mobile Learning in 
Schools. British Journal of Educational Technology. 44(5), 695-715. 
Niederman, F., Davis, A., Greiner, M. E., Wynn, D. and York, P. T. (2006). A 
Research Agenda for Studying Open Source I: A Multi-Level Framework. 
Communications of the Association for Information Systems. 18, 129-149. 
252 
 
 
  
 
Nord, J., H. and Nord, G. D. (1995). MIS Research: Journal Status and Analysis. 
Information and Management. 29(1), 29-42. 
Orlikowski, W. J. and Baroudi, J. J. (1991). Studying Information Technology in 
Organizations: Research Approaches and Assumptions. Information Systems 
Research. 2(1), 1-29. 
Osah, J. U., Pade-Khene, C. and Foster, G. (2014). Critical Themes of Process 
Assessment In Rural ICT4D Projects: An Analysis Of Assessment 
Approaches. Electronic Journal on Information Systems in Developing 
Countries. 60(4), 1-22. 
Pade-Khene, C., Mallinson, B. and Sewry, D. (2006). An Exploration of the 
Categories Associated with ICT Project Sustainability in Rural Areas of 
Developing Countries: A Case Study of the Dwesa Project. Proceedings of 
the 2006 Proceedings of SAICSIT 2006, 100-106. 
Pade-Khene, C., Mallinson, B. and Sewry, D. (2011). Sustainable Rural ICT Project 
Management Practice for Developing Countries: Investigating the Dwesa and 
RUMEP Projects. Information Technology for Development. 17(3), 187-212. 
Pade-Khene, C., Palmer, R. and Kavhai, M. (2010). A Baseline Study of a Dwesa 
Rural Community for the Siyakhula Information and Communication 
Technology for Development Project:  Understanding the Reality on the 
Ground. Information Development. 26(4), 265-288. 
Pade-Khene, C. and Sewry, D. (2011). Proposed Stages of a Rural ICT 
Comprehensive Evaluation Framework in ICT for Rural Development 
Projects. Proceedings of the 2011 Conference of the South African Institute of 
Computer Scientists and Information Technologists (SAICSIT). Oct. 3-5, 
2011. Cape Town, South Africa: ACM  
Pade-Khene, C. and Sewry, D. (2012). The Rural ICT Comprehensive Evaluation 
Framework: Implementing The First Domain, The Baseline Study Process. 
Electronic Journal of Information Systems in Developing Countries. 51(8), 1-
34. 
Parasuraman, A., Zeithaml, V. A. and Malhotra, A. (2005). E-S-QUAL: A Multiple-
Item Scale for Assessing Electronic Service Quality. Journal of Service 
Research. 7(3), 213-233. 
Pardo, T. A. (2000). Realizing the Promise of Digital Government: It's More Than 
Building a Web Site. Information Impacts Magazine, 1-12. 
253 
 
 
  
 
Pardo, T. A. and Jiang, Y. (2007). Electronic Governance and Organizational 
Transformation. Proceedings of the 2007 International Conference on 
Electronic Governance Macao, 99-107. 
Parmar, V., Keyson, D. and Bont, C. d. (2009). Persuasive Technology to Shape 
Social Beliefs: A Case of Persuasive Health Information Systems for Rural 
Women in India. Communications of the Association for Information 
Systems. 24(25), 427-454. 
Parra, D. and Mejia, M. (2010). Government Online: Creating Friendly Relationship 
Between Colombians and the Government. Proceedings of the 2010 
Proceedings of the 4th International Conference on Theory and Practice of 
Electronic Governance New York, 37-42. 
Patel, N. V. (1995). Application of Soft Systems Methodology to the Real World 
Process of Teaching and Learning. International Journal of Educational 
Management. 9(1), 13-23. 
Patton, M. Q. (1990). Qualitative Evaluation and Research Methods.  Newbury Park, 
CA: Sage. 
Payton, F. C. and Handfield, R. (2003). Data Warehousing Implementation and 
Outsourcing Challenges: An Action Research Project with Solectron. 
Communications of the Association for Information Systems. 12, 633-648. 
Pernici, B., Aiello, M., Brocke, J. v., Donnellan, B. and Gelenbe, E. (2012). What IS 
Can Do for Environmental Sustainability: A Report from CAiSE’11 Panel on 
Green and Sustainable IS. Communications of the Association for 
Information Systems. 30(18), 275-292. 
Petkov, D., Petkova, O., Andrew, T. and Nepal, T. (2007). Systems Thinking 
Techniques for Decision Support in Complex Situations. Decision Support 
Systems. 43, 1615-1629. 
Petter, S. (2007). Managing User Expectations on Software Projects: Lessons from 
the Trenches International Research Workshop on IT Project Management 
2007 (Vol. Paper 7). 
Phang, C. W., Kankanhalli, A. and Sabherwal, R. (2009). Usability and Sociability in 
Online Communities: A Comparative Study of Knowledge Seeking and 
Contribution. Journal of the Association for Information Systems. 10(10), 
721-747. 
254 
 
 
  
 
Piccoli, G. and Ives, B. (2005). Review: It-Dependent Strategic Initiatives And 
Sustained Competitive Advantage: A Review And Synthesis Of The 
Literature. MIS Quarterly. 29(4), 747-776. 
Porter, M. E. (1985). Competitive Advantage: Creating and Sustaining Superior 
Performance.  New York: The Free Press. 
Prahalad, C. K. and Ramaswamy, V. (2004). Co-creation Experiences: The Next 
Practice in Value Creation Journal of Interactive Marketing. 18(3). 
Raghupathi, W. and Wu, S. J. (2011a). The Relationship Between Information and 
Communication Technologies and Country Governance: An Exploratory 
Study. Communications of the Association for Information Systems. 28, 181-
198. 
Raghupathi, W. and Wu, S. J. (2011b). The Relationship Between Information and 
Communication Technologies and the Delivery of Public Health: A Country-
level Study. Communications of the Association for Information Systems. 28, 
99-116. 
Rahman, A. A. and Shukor, N. S. A. (2012). Knowledge Audit Roles and 
Contributions towards Continuous  Quality Improvement : A Review. 
Proceedings of the 2012 Knowledge Management International Conference 
(KMICe) 4 - 6 July 2012. Johor Bahru, Malaysia,  
Rahman, S., Rashid, N., Yadlapalli, A. and Yiqun, L. E. (2014). Determining Factors 
of e-Government Implementation: A Multi-Criteria Decision–Making 
Approach. Proceedings of the 2014 PACIS 2014, Paper 302. 
Ramaswamy, V. and Gouillart, F. (2010). The Power of Co-Creation: Build It With 
Them to Boost Growth, Productivity, and Profits. Free Press. 
Ramiller, N. C., Swanson, E. B. and Wang, P. (2008). Research Directions in 
Information Systems: Toward an Institutional Ecology. Journal of the 
Association for Information Systems. 9(1), 1-22. 
Ratnam, K. A. and Dominic, P. D. D. (2011). A Study of Technology Sustainability 
on Hospital Information Management System (HIMS) Governance in 
Malaysia. Proceedings of the 2011 National Postgraduate Conference (NPC) 
19-20 Sept 2011. Kuala Lumpur, 1-4. 
Razak, R. A. and Zakaria, M. S. (2014). The Critical Success Factors for Effective 
ICT Governance in Malaysian Public Sector: A Delphi Study. International 
255 
 
 
  
 
Journal of Social, Behavioral, Educational, Economic, Business and 
Industrial Engineering. 8(11). 
Read, T. J. (2004). Discussion of Director Responsibility for IT Governance: A 
Perspective on Strategy. International JournAL OF Accounting Information 
Systems. 5, 105-107. 
Reynolds, J. and Stinson, W. (1993). Sustainability analysis Primary Healthcare 
Management Advancement Programme.  Bangkok: Aga Khan Foundation. 
Reynolds, M. and Regio, M. (2001). E-Government as a Catalyst in the Information 
Age. Available from: Microsoft E-Government Initiatives. [14 September 
2012] 
Ribes, D. and Finholt, T. A. (2009). The Long Now of Technology Infrastructure: 
Articulating Tensions in Development. Journal of the Association for 
Information Systems. 10(Special Issue), 375-398. 
Ridings, C. and Wasko, M. (2010). Online discussion group sustainability: 
Investigating the interplay between structural dynamics and social dynamics 
over time. Journal of the Association for Information Systems. 11(2), 95-121. 
Roode, D., Speight, H., Pollock, M. and Webber, R. (2004). It’s not the digital 
divide—it’s the sociotechno divide. Proceedings of the 2004 Timo Leino, 
Timo Saarinen & Stefan Klein (Eds.), Proceedings of the 12th European 
Conference on Information Systems Turku, Finland,  
Roquilly, C. (2011). Control Over Virtual Worlds By Game Companies: Issues And 
Recommendations. MIS Quarterly. 35(3), 653-671. 
Rose, J. and Van Rossum, M. (2005). A Roadmap for European Research in 
Learning and Knowledge Creation in E-Government 5th European 
Conference on E-Government (pp. 343-348).  Reading, UK: MGil. 
Rosson, M. B. and Carroll, J. M. (2013). Developing an Online Community for 
Women in Computer and Information Sciences: A Design Rationale 
Analysis. Transactions on Human-Computer Interaction. 5(1), 6-27. 
Rowley, J. (2006). An Analysis of the E-Service Literature: Towards a Research 
Agenda. Journal of Internet Research. 16(3), 339-359. 
Rowley, J. (2011). e-Government stakeholders—Who are they and what do they 
want? International Journal of Information Management. 31, 53-62. 
Salmah, K. (2003). Electronic Government in Malaysia, MAMPU (Vol. June 2015). 
256 
 
 
  
 
Saunders, M., Lewis, P. and Thornhill, A. (2007). Research Methods for Business 
Students. (4th ed.) Harlow, Essex, England: Pearson Prentice Hall Financial 
Times. 
Savitz, A. W. and Weber, K. (2006). The Triple Bottom Line    
Scheirer, M. (1993). Are the levels of institutionalization scales ready for prime 
time? A commentary on development of level of institutionalization scales 
for health promotion programs. Health Education Quarterly. 20, 179-183. 
Schryen, G. (2010). Preserving Knowledge on IS Business Value. Business and 
Information Systems Engineering. 233-244. 
Schubert, P. and Hausler, U. (2001). E-government Meets E-business: A Portal Site 
for Startup Companies in Switzerland 34th Annual Hawaii International 
Conference on System Sciences (HICSS-34).  Hawaii. 
Schwandt, T. A. (2007). The Sage Dictionary of Qualitative Inquiry.  London: Sage 
Publications. 
Schwandt, T. A., Lincoln, Y. S. and Guba, E. G. (2007). Judging Interpretations: But 
Is It Rigorous? Trustworthiness and Authenticity in Naturalistic Evaluation. 
New Directions for Evaluation. 2007(114), 11-25. 
Scott, M. and Robbins, G. (2010). Understanding E-Government Implementation 
from an NPM Strategic Reform Perspective. Communications of the 
Association for Information Systems. 27, 493-516. 
Seidel, S., Recker, J. and Brocke, J. v. (2013). Sensemaking And Sustainable 
Practicing: Functional Affordances Of Information Systems In Green 
Transformations. MIS Quarterly. 37(4), 1275-1299. 
Senge, P. M. (1990). The Fifth Discipline: The Art and Practice of the Learning 
Organization.  New York: Doubleday Currency. 
Shang, S. and Seddon, P. B. (2002). Assessing and Managing the Benefits of 
Enterprise Systems: The Business Manager’s Perspective. Information 
Systems Journal. 12, 271-299. 
Sharifi, M. and Manian, A. (2010). The Study of the Success Indicators for Pre-
implementation Activities of Iranʼs E-Government Development Projects. 
Government Information Quarterly. 27(1), 63-69. 
Sharma, V. K. (2004). E-Government Implementation In Malaysia: Obstacles And 
Success Factors, Universiti Malaya, Kuala Lumpur. 
257 
 
 
  
 
Shediac-Rizkallah, M. and Bone, L. (1998). Planning for the sustainability of 
community-based health programs: conceptual frameworks and future 
directions for research, practice and policy. Health Education Research. 13, 
87-108. 
Shenton, A. K. (2004). Strategies for Ensuring Trustworthiness in Qualitative 
Research Projects. Education for Information. 22(2004), 63-75. 
Silverman, D. (2005). Doing Qualitative Research. (2nd ed.) Thousand Oaks, 
California: Sage Publications. 
Singh, S. (2015, 11 October 2015). 750 Public Sector Websites to be Shut Down. 
The Star Online. Retrieved from 
http://www.thestar.com.my/News/Nation/2015/10/11/750-public-sector-
websites-to-be-shut-down-Move-is-to-ensure-better-govt-services/ 
Singh, S. and Bawa, S. (2007). Privacy, Trust and Policy Based Authorization 
Framework for Services in Distributed Environments. International Journal 
of Computer Science 2(2), 85-92. 
Smith, M. L., Noorman, M. E. and Martin, A. K. (2010). Automating the Public 
Sector and Organizing Accountabilities. Communications of the Association 
for Information Systems. 26, 1-16. 
Sonehara, N., Echizen, I. and Wohlgemuth, S. (2011). Isolation in Cloud Computing 
and Privacy-Enhancing Technologies. Business and Information Systems 
Engineering. 3, 155-162. 
Stake, R. E. (1995). The Art of Case Study Research.  Thousand Oaks: Sage 
Publication. 
Stake, R. E. (2005). Qualitative Case Studies. In Denzin, N. K. & Y. S. Lincoln 
(Eds.), The Sage Handbook of Qualitative Research (3rd ed.).  Thousand 
Oaks, CA: Sage Publications. 
Stallings, R. A. and Ferris, J. M. (1988). Public Administration Research: Work in 
PAR. Public Administration Review. 48(1), 580-585. 
Stoll, K. (2003). Telecentres Sustainability: What Does it Mean?, Development 
Gateway - ICT for Development. Available from: <htpp://topics 
developmentgateway>. [9 September 2013] 
Tharp, B. M. (2009). Defining "Culture" and "Organizational Culture": From 
Anthropology to the Office. Interpretation a Journal of Bible and Theology. 
Harworth. 
258 
 
 
  
 
Titlestad, O. H., Staring, K. and Braa, J. (2009). Distributed Development to Enable 
User Participation: Multilevel Design in the HISP Network. Scandinavian 
Journal of Information Systems. 21(1). 
Tobin, G. A. and Begley, C. M. (2004). Methodological Rigour Within a Qualitative 
Framework. Journal of Advanced Nursing. 48(4), 388-396. 
Turban, E., McLean, E. and Wetherbe, J. (2001). Information Technology for 
Management.  New York: John Wiley & Sons. 
Udo, G. J., Bagchi, K. K. and Kirs, P. J. (2010). An Assessment of Customers' e-
Service Quality Perception, Satisfaction and Intention. International Journal 
of Information Management. 30(6), 481-492. 
Ullah, M., Butt, I. F. and Haroon, M. (2008). The Journal of Ayub Medical College: 
A 10 year Bibliometric Study. Health Information and Libraries Journal. 
25(2), 116-124. 
United Nations (2008). E-government Survey 2008: From e-government to 
Connected Governance.  Available from: United Nations Department of 
Economic and Social Affairs Division for Public Administration and 
Development Management. [5 March 2013] 
United Nations (2014). United Nations E-Government Survey 2014: E-Government 
for the Future We Want.  Available from: United Nations Department of 
Economic and Social Affairs. [8 May 2015] 
Van den Brink, P. (2003). Social, organizational, and technological conditions that 
enable knowledge sharing. Delft University of Technology. 
Vykoukal, J., Beck, R. and Wolf, M. (2010). Impact Of Pressure For Environmental 
Sustainability On Grid Assimilation – Empirical Results From The Financial 
Services Industry. Australasian Journal of Information Systems. 17(1). 
Walker, B. (2002). The efficient government, . Texas Business Review. (1-6). 
Walsham, G. (1993). Interpreting information systems in organizations.  New York: 
Wiley. 
Walsham, G. (2006). Doing interpretive research. European Journal of Information 
Systems. 15, 320-330. 
Wang, S. S. L., Lin, L. C. and Ing-Tau Kuo, B. (1997). The Health Care Needs of 
Hospitalized Patients with AIDS in Taiwan. AIDS Patient Care and STDS. 
11, 179–188. 
259 
 
 
  
 
Wang, Y.-S. (2003). The Adoption of Electronic Tax Filing Systems: An Empirical 
Study. Government Information Quarterly. 20(4), 333-352. 
Warkentin, M., Gefen, D., Pavlou, P. A. and Rose, G. (2002). Encouraging Citizen 
Adoption of e-Government by Building Trust. Electronic Markets. 12(3), 
157-162. 
Wasko, M. M., Faraj, S. and Teigland, R. (2004). Collective Action and Knowledge 
Contribution in Electronic Networks of Practice. Journal of the Association 
for Information Systems. 5(11-12), 493-513. 
Watson, R. T., Boudreau, M.-C. and Chen, A. J. (2010). Information Systems And 
Environmentally Sustainable Development: Energy Informatics And New 
Directions For The Is Community. MIS Quarterly. 34(1), 23-38. 
WCED, W. C. o. E. a. D. (1987). Our Common Future.  UK: Oxford University 
Press. 
Webster, J. and Watson, R. T. (2002). Analyzing the past to prepare for the future: 
Writing a Literature Review. MIS Quarterly. 26(2), 13-23. 
Weiser, M. (1993). Some Computer Science Issues in Ubiquitous Computing. 
Communications of the ACM. 36(7), 75-84. 
Whiteman, G. and Cooper, W. H. (2000). Ecological Embeddedness. Academy of 
Management Journal 43(6), 1265-1282. 
Wilson, K. and Morren, G. E. B. (1990). Systems Approaches for Improvements in 
Agriculture and Resource Management.  New York: MacMillan. 
Wilson, M. and Howcroft, D. (2002). Reconceptualising Failure: Social Shaping 
Meets IS Research. European Journal of Information Systems. 11(4), 236 – 
250. 
Wimmer, M. A. (2002). Integrated service modelling for online one-stop 
government. Electronic Markets. 12(3), 149-156. 
Wood-Harper, T., Ibrahim, O. and Ithnin, N. (2004a). An Interconnected Success 
Factor Approach for Service Functional in Malaysian Electronic Government 
Sixth International Conference on Electronic Commerce (pp. 446-450). 
Wood-Harper, T., Ithnin, N. and Ibrahim, O. (2004b). Effective Collaborative 
Partnership for Malaysian Electronic Government Service Delivery Sixth 
International Conference on Electronic Commerce (pp. 526-533). 
260 
 
 
  
 
World Commission on Environment and Development (1987). Our Common Future. 
Available from: World Commission on Environment and Development. [2 
September 2012] 
World Conservation Union (2006). The Future of Sustainability: Re-thinking 
Environment and Development in the Twenty-first Century. Available from: 
World Conservation Union. [5 March 2012] 
Wright, M. K. and Capps, C. J. (2010). Information Systems Development Project 
Performance in the 21st Century. ACM SIGSOFT Software Engineering 
Notes. 32(2), 1-10. 
Yan, A., Solomon, S., Mirchandani, D., Lacity, M. and Porra, J. (2013). The Role of 
Service Agent, Service Quality and User Satisfaction in Self-Service 
Technology. Proceedings of the 2013 International Conference on 
Information Systems Milan,  
Yeo, K. (2002). Critical Failure Factors in Information System Projects. 
International Journal of Project Management. 20, 241-246. 
Yildiz, M. (2007). E-government research: Reviewing the literature, limitations, and 
ways forward. Government Information Quarterly. 24, 646-655. 
Yin, R. K. (1994). Case study research: design and methods (2nd ed.).  Thousand 
Oaks, CA: SAGE. 
Yin, R. K. (2009). Case Study Research: Design and Methods. (Vol. 5) Thousand 
Oaks, California: SAGE. 
Yu, Z. W., Zhou, X. S. and Zhang, D. Q. (2006). Supporting Context-aware Media 
Recommendations for Smart Phones. IEEE Pervasive Computing. 5(3), 68–
75. 
Zimmerman, M. A. and Rappaport, J. (1988). Citizen Participation, Perceived 
Control, and Psychological Empowerment. American Journal of Community 
Psychology. 16, 725-750. 
 
